DAFTAR ISI

PERNYATAAN KEASLIAN KARYA TUGAS AKHIR......ccccooiiiiiiiiice i
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR ......cccccccveiveiennen, iii
PERSETUJUAN TIM PENGUJI TUGAS AKHIR......ccoeiiiicicececreeee, iv
PERNYATAAN DAN PERSETUJUAN UNGGAH TUGAS AKHIR............. %
ABSTRAK ..ottt ettt reereene e vii
ABSTRACT ..[l....... gt ...... . .................c...... viii
KATA PENGEEEEAIRNNN "0 oA SRS S e (R, ......................... IX
DAFTAR B e i i, . ................ Xi
DAFTARCERSSIEENNEG ...............................cccoooo.no RS, .. ........ Xiv
DAFTAR GAMBARTIR.....................covvoneenn R oo XV
DAETAR LAMBIRANNEGL. ....................... ¢ el XVi
BAB 175 PENBEEIUBEAN . ............... A5 e ... ...ciee ol ... 1
| Jo..  Latar BEIGKENTIES................ S Ny B, L) el 1
1.2 RUMUSANMASAIAN ...........c.eoerie e et ee et abe e 6
ISP IR juan PSRRI ... D G . ............ B ... 7
1:4==" Manfaat PERBIEEN os.............. 00000 . .............. Mot o ccciaeedl ... 8
14.1 ManTaat PraKLIS ...........lieueeeeeeeneaiesins s eeiesieenieeneaibassnisnneesasaneeeens 8
14.2 Manfaat Akademik:.....cccovvieeireennen.. (IUUTOIRY e A 9

18 -SURr Penulisan.......... . D it ol ... 9
BAB 2T SANDRSANTEGER| CF. /. SR, S A0 vt 0 11
2.1 Theory of Planned-BeNaviOur ... i st s sdrivinsinnanennenneineseesieneenieenns 11
VAV i e . e i gl 12
2.3 oAttt . e e 14
2.4 Perceived USaBHITY .........cooiiiiiiic i 16
2.5  Perceived product quality .........cccccoeiiiiiiiiiiece e 18
2.6 Website design qUAIITY.........cccoiririiiiee s 20
2.7 Pengembangan HipOtESIS .......ccuuiririirieiiie e 23
2.7.1 Website Design Quality Terhadap Usability............cccccoeeivvennnnne 23
2.7.2 Website Design Quality Terhadap Satisfaction..............cc.ccocevuenne. 24
2.7.3 Usability Terhadap Satisfaction .............ccceevvvieieneniienineee 25
2.7.4 Perceived Product Quality terhadap Satisfaction ...............c......... 25
2.75 Satisfaction Terhadap Loyalty.........cccoovviiiniiiiniiiiiee s 26

Xi



2.7.6 Perceived Product Quality Terhadap Loyalty..........ccccocevverirnnnnne. 27

2.8 MOdel PENEIITIAN ....oveevieii e 27
BAB3  METODE PENELITIAN.....ccooiiiiiiie e 30
3.1 ODbjek Penelitian .........ccoiuiiiiiiiiieee e 30
3.2 UNITANALSIS et 30
3.3 TIPE PENElitian .....ccccoveiiiieee e 30
3.4 Operasionalisasi Variabel............ccccooeiiiiiiiii e 31
3.5  Populasi dan Sampel Penelitian ... 33
3.5.1 Penentuan Jumlah - Sampel.. o 33
3.5.2 K N il«SAMPNNG ma . . 34
3.6 Metode Pengumpulan Data............ccooveiiiriiienenisiesinaindeec e 34
3.7 Metode ANalisa Data.............ccccuoeiieieiiiiieneesieanesnasssenes e b e seesneeneans 35
3.7.1 Analisa Statistik DesKriptif..............o i 35
F:2 Analisa Structural Equation Modeling (SEM) ......cc.cccoocciinnnnnne. 35
BAB4  HASIL DAN PEMBAHASAN ittt st 41
g1 = Prgti| RESPORCETRRY................. o e Ry R e e 41
4.2 SIatistriCESKEPL ................ omn ey ... B 42
421 LoyalliBuums, ................. " S ... Bl 43
4.2.2 SatisiSuRNR ..., B A ............ RS 44
423 Perceived Usability ... e 44
4.2.4 Perceived product quality ................ i L . 45
4.2.5 NaVIgatioN DESION....cuueireiueareeseeees e seeseeseeeeeesbesessessensssseasessenns 46
4.2.6 IRformation-Besign. 0. 1 F e et e kel oo 47
4.2.7 VISUE ] -DESEN-Je=n) i . . N e 48
4.3  Hasil.Uji-Model-Pengukuran-(Outer Model) i 48
4.3.1 M alidHaS KONV EIGE o - st ieasans s an s e e e eevereeeeseeseeenes 49
4.3.2 Validitas Diskriminan .o ot 51
4.3.3 RCHUE e, or RO RRR 51
4.4 Hasil Uji Model Struktural (Inner Model) ..o, 52
4.4.1 Pengujian R SQUANE ........ccveiieieiie et 53
4.4.2 Pengujian F SQUATE ........coovieiie e 54
443 Pengujian Multikolinearitas ...........ccooceverininiiniiiee e 55
4.5 Pengujian Importance Performance AnalysiS.........ccccoovvevieiiieiiecnnnn, 55
4.6 UJEHIPOLESIS ..ottt 61
BAB5  KESIMPULAN DAN SARAN .....cccooiiiittie e 65
5.1 KESIMPUIAN L. 65

Xii



5.2  Implikasi Man@jerial .............ccccveiuiiierieieieie e 66

5.3  Keterbatasan dan Saran Penelitian Selanjutnya.........c.ccccccevvivrviinnnnnn. 68
DAFTAR PUSTAKA .ottt nnee e 69
LAMPIRAN ...ttt ettt sttt sttt et neseene s A-1

Xiii



DAFTAR TABEL

Tabel 1.1 Data Tren Penjualan Ace Hardware 5 Tahun Terakhir...........ccc.cccoevenie 4
Tabel 3.1 Definisi Konseptual dan Definisi Operasionalisasi Variabel................ 31
Tabel 4.1 Profil RESPONUEN.........c.ooiiiiiieeee s 41
Tabel 4.2 Statistik Deskriptif Loyalitas ..........cccccevveveiieiieie e 43
Tabel 4.3 Statistik Deskriptif Satisfaction ...........cccevvviiiiiiienise e 44
Tabel 4.4 Statistik Deskriptif Perceived usability..........c.cccoovvveiiiiiiiciciee, 45
Tabel 4.5 Statistik Deskriptif Perceived product quality...........cccoooeviiiniiinnnne. 46
Tabel 4.6 Statistik Deskriptif Navigation Design ..o coveciieseece e 47
Tabel 4.7 Statistik-Deskriptif Information Design............ciiuiereseeneneneninnnnnn 47
Tabel 4.8 Statistik Deskriptif Visual DeSIgN..........cc.covviveeiieiesiiidereieiie e 48
Tabel 4.9 Hasil Uji Validitas KONVEIgeN........ .ot st e 50
Tabel 4.10 Hasil Uji Validitas DisKriminan...............ccciiueiieanesineseessioneseenneenenns 51
Tabel 4.11 Hasil Uji REHADIIITAS..........covveiieieiie sttt 52
Tabel 4.12 HaSil UJI R SQUAIE .........ccooviiieiece ettt 53
Tabgl 4.13 haStEIJIESQUALE, ........................ s e e e 54
Tabel 4.14 Hasil Uji MUItIKOIINEArItas.......coouevueiieieeieieesieciae s et e nnn e 55
Tabel 4.15 Analisa IPMA Variabel..... ..o esieinesanie e sneenne e 56
Tabel 4.16 Hasil' Analisa IPMA INAIKALOF ..c.ooiue it esie e annenes 58
Tabel 4.17 Hasil UJi HIPOTESIS ..............iiieiieieiiens beeirestesasic e 61

Xiv



DAFTAR GAMBAR

Gambar 1.1 Tren Penjualan Online (Miliar USD) .........ccoooiiiiiiiiiiicncncc e 2
Gambar 2.1 Model penelitian...........c.cccevveiiiieiic e 28
Gambar 4.1 Hasil Uji Outer Model...........coooiiiiiiiiieece s 49
Gambar 4.2 Hasil Uji Inner Model ..o 53
Gambar 4.3 Matriks IPMA Variabel..........cccoocoiiiiiiiiicee e 56
Gambar 4.4 Matriks IPMA INIKALOT..........cccoiiiiiiiiiiieneeee e 59

XV



DAFTAR LAMPIRAN

Lampiran A KUEBSIONET .......cviiiiieiieiiee ettt reens A-1
Lampiran B : Hasil Uji SMartPLS ..........cccooiiiiiiec e B-1
Lampiran C : TUIMNILIN ..o C-1

XVi





